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BT Operating Model 
Implementation Journey

We agree that we need 
a new way of working.

We design a new way 
of working with people.

We manage the change and help 
people to work accordingly.

• Set objectives, make 
decisions and 
commitment

• Identify key people

• Build the community
• Engage the people, 

Communicate intentions
• Shift in competences and 

upskill people

• Organisational changes
• Organisational learning
• Coach & Support 

Start of the 
implementation 
journey

Transformation 
journey continues

Number of 
people

Time

OBJECTIVES

• Who are affected
• Who are the contributors and subjects 
• Who need to be aware
• Ecosystem needs

• What do we want to accomplish
• Direct effects on the organisation

• Learning paths for all levels • Continuous learning 
and development

• Coaching

• People who lead the 
change by example

• Reference group for 
operating model design

• Position changes
• Structural changes
• HR related changes

COACH & SUPPORTORG LEARNING

ORG CHANGES

COMPETENCE SHIFT ENGAGE & COMMS

COMMUNITY

WHO

BT OPERATING MODEL 
DESIGN

E2E WORKFLOWS 
WITH TOOLS

TRANSFORMATION 
JOURNEY

• New roles and competences
• Career paths

• People engagement
• Change communication
• Measuring results (KPIs)

Decision & 
commitment 
given

Activities involved in transformation when going 
through the implementation journey

People engagement over time when implementing 
the operating model

Open source 
framework. Do not 
reinvent the wheel.

Competence shift to 
work in defined roles.

Scale with tools and 
automated processes.

Learning
and support

Scale & 
Optimise

Discipline 
and Culture

BT Standard 
Framework and 

extensions

Adaptations and 
customisations

Data, AI & 
Processes

TOOLS / AUTOMATION

PEOPLE / COMPETENCE

GUIDEBOOK / PRACTICE

Structure 
and positions

Quality and 
control

Single source 
of truth

Levels of Implementation to enable a sustainable change
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Decision & 
commitment 
given

What is the business’s need for change?
What do we want to accomplish?
What are the direct impacts on the organisation?

Who is affected?
Who are the contributors?
Who needs to be aware?
What are the ecosystem needs?

Who are the people that can lead change by example?
Who is in the reference group for the operating model design?

How can people be engaged in the change process?
How should the change be communicated?
How can results be measured and tracked?

What are the new roles? 
What competences do they need to have? 
What are the career paths for the new roles?

How to plan for continuous learning and development?
How to coach?

Enterprise 
agility with 

smart 
governance
guidebook in 
eLearning + 
consultative 

training 

Demand 
planning and 
value stream 
guidebook in 
eLearning + 
consultative 

training

Development 
management
guidebook in 
eLearning + 
consultative 

training

Service 
governance
guidebook in 
eLearning + 
consultative 

training
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Info café & Townhall Intranet & Templates

Community works Trainings & learning

BT OPERATING MODEL DESIGN WORKSHOPS & TOPICS

Operating model and 5 disciplines
Defined capabilities

Roles and responsibilities
Selecting the right set of roles

Governance and steering
Defining the governance bodies

WORKSHOP set 1

Business and process Development
Gate-based 

Product and service development
Sprint-based

Service Governance
Including service management and 
service integration

4 types of demand
Understanding needs and how 
they initiate the flow

WORKSHOP set 2

Implementation plan
Schedule, contact persons, 
Training, OCM, and tool needs

WORKSHOP set 4

The BT Operating Model design 
process typically involves five  
workshops, which can be scheduled 
and spaced out over a period of time 
based on the organisation's needs and 
the availability of key stakeholders. The 
living lab is the first workshop where the 
scope of the operating model and 
objective of the implementation can be 
defined. 

The interval and length of each 
workshop can be tailored to suit the 
specific requirements and constraints of 
the project, ensuring that all relevant 
parties can participate effectively.

WORKSHOP #0

A 2 hour living lab to get 
exposure to BT Standard
Scoping the objectives

Demand Planning
Development collectives, value 
streams

WORKSHOP set 3

Identify value streams,
Unique to every organisation

Governance in value streams

Human-centered planning


